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Abstract 
This study aims to determine how the drive thru service system affects the compliance of taxpayers of two-
wheeled motor vehicles in Banyuwangi City. This research is designed by suing qualitative approach. The data 
in this study was collected through data collection techniques, namely observations to the research site directly, 
distributing questionnaires, and collecting documentation. This study uses cross tabulation analysis assistance, 
then only measures two variables namely the drive thru service system (variable x) and taxpayer compliance 
(variable y). The results show that the taxpayer compliance of two-wheeled motor vehicles, obtained a point of 
contact in the high category of 23 people or 95.83%, and in the category of being found as many as 1 person or 
4.17%. From the results, it can be concluded that the drive thru service system has a relationship to the taxpayer 
compliance of two-wheeled motor vehicles to complete their obligations in paying tax on two-wheeled motor 
vehicles. But in the service of drive thru samsat, it is felt that there are still some obstacles, among others, 
online networks from the center that sometimes experience problems, the operational duration of services is 
less long, as well as the lack of skilled personnel in the use and mastery of drive thru technology. 
Keywords: Drive thru service system, damsat, taxpayer compliance 
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I. INTRODUCTION  
The state in protecting and regulating its citizens must carry out its functions properly. In 
carrying out its functions the government requires funds, the funds needed as a source of revenue 
used to finance spending are one of them from taxes. Taxes have a very large and increasingly 
reliable role in the interests of development and government spending such as financing public 
services and sustainable national development in order to improve the welfare of the community. 
Tax if seen from the authority of the collector is divided into 2, namely the central tax and 
local taxes. The central tax is the tax collected by the central government and used to finance state 
households, while the local tax is a tax collected by the regional government to finance regional 
development. At present, almost all regions in Indonesia explore the potential of regional income 
through local taxes. Therefore, local governments must strive to increase their potential sources of 
regional income. One of the local tax revenues comes from the tax on two-wheeled vehicles, where 
the tax is levied on the authority of ownership or control of two- wheeled motor vehicles. The tax on 
two-wheeled motor vehicles is one source of income that has great potential in the City of 
Banyuwangi. This can be seen from the increasing ownership of two-wheeled motorized vehicles in 
Banyuwangi City each year. Tax on two-wheeled motor vehicles is very influential on the source of 
Local Revenue, which is useful to finance regional development. One of the regencies / cities' 
regional development is funded through funds obtained from the tax on two-wheeled motor vehicles. 
The One-Stop Manunggal Administration Unit or called as Samsat is one of the government 
agencies that directly provides administrative services to taxpayers, one of which is the payment of 
Motor Vehicle Tax, called as PKB. Now the number of two-wheeled motorized vehicles is increasing 
every year to encourage the team of coaches of Samsat to make new innovations that can increase the 
taxpayer compliance of two-wheeled motor vehicles. Associating with the way of consumption of 
people who want something instantaneously, the team of Samsat coaches made innovative service 
innovations which were initially conventionally shifted to more effective and efficient 
services. Previously taxpayers had to pay motor vehicle tax (PKB) in the Samsat office, but now 
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taxpayers can pay the motor vehicle tax can be on the Samsat office page through the drive 
thru Samsat service which is one of the innovations formed by the Samsat coach team. 
Furthermore, a One- stop Manunggal Administration System, called as Samsat is an integrated 
collaboration system between the Indonesian National Police (Polri), Dispenda and PT. Jasa Raharja 
(Persero). Samsat is a public service system managed by three different agencies. Therefore, to 
facilitate coordination in the administration of services a Central and Provincial Samsat Advisory 
Team was formed. The Central Development Team is based in Jakarta. While the Provincial Samsat 
Guidance Team is domiciled in the Capital of 48 Provinces. The Samsat implementation apparatus 
consists of the Regional Police Traffic Directorate, the Provincial Revenue Service and PT. Jasa 
Raharja (Persero) branch. In carrying out their duties and functions, each of the three agencies in 
SAMSAT has their respective duties and authorities. 
In the general area of the District of Banyuwangi turtles ng more 5782.40 km2 or equal to 
12.10 percent of the total area of the province of East Java. Banyuwangi regency administration 
area consists of 25 districts and 214 villages / wards. Based on position and geographical 
location, Banyuwangi regency is at 119,377 ° ° West Longitude and 120.0317 ° East Longitude, 
5.0829342862 ° North Latitude and 5.577305437 ° South Latitude. K a n tor Samsat district of 
Banyuwangi is located at Jl. Brawijaya no. 12, Kebalenan,  Banyuwangi Regency , East Java . Where 
the Banyuwangi City Samsat office has a strategic position in providing services to motor vehicle 
taxpayers because of its existence in the city center, so that access to its location can be easily 
reached. 
Through Drive thru samsat service is a service whose transactions are carried out without 
having to pay tax on the vehicle, the service is in the form of STNK validation, PKB payment 
and SWDKLLJ (Rohemah, Kompyurini, & Rahmawati, 2013). What is offered by samsat Drive Thru 
service is the ease and convenience of taxpayers to pay taxes. In the procedure, taxpayers simply 
come to the Banyuwangi City samsat office area which is the location of samsat Drive Thru. 
Taxpayers who use the samsat drive thru service simply come to the registration counter by 
submitting their KTP and STNK and then directly pay at the cashier's counter.  This process is done 
by driving a motorized vehicle in accordance with the STNK paid. Where samsat drive thru related 
service schedule is, Monday to Saturday at 08.00 to 12.00 WIB. But in pe this service is only two-
wheeled vehicles are serviced, because the limitations of the office page Banyuwangi city 
samsat cause other vehicles conventionally only served in the office modification.  
Based on population and sample determination conducted in this study, the sample used in this 
study is the taxpayer of two-wheeled motor vehicles that pay taxes through the drive thru samsat 
service, at the Banyuwangi City samsat office. Data obtained from respondents obtained through the 
distribution of questionnaires that have been carried out within a period of 3 days, starting on 
February 18, 2019 with the distribution of questionnaires as many as 12 items, the next day on 
February 19, 2019 with the distribution of questionnaires as many as 7 items, and the remaining 5 
items carried out on the next day on February 20, 2019. All questionnaires were distributed, returning 
the same number and had complete answers of respondents. So that from the questionnaires that were 
scattered, all were feasible to be processed. 
In the research that is used as the unit of analysis is the samsat drive thru service, which is 
defined as a service whose transactions are carried out without having to pay tax down from the 
vehicle, the service is in the form of STNK authorization, PKB (Motor Vehicle Tax) Payment and 
SWDKLLJ (Mandatory Traffic Accident Funding Contribution Road) (Rohemah et al., 2013). While 
the respondents are tax payers of two-wheeled motor vehicles that use the samsat drive thru 
service at the samsat office in Banyuwangi City. Respondents in this study amounted to 24 people 
with male gender identity totaling 18 respondents, and the remaining 6 respondents were female 
genital identities. Field data shows that the age of the respondents is 20-50 years. Overall , most 
respondents ( 54.16%) were in the age group of 20-30 years, followed later by the age group of 31-40 
years (33.34%), while the smallest number (12.50%) was in the age group. the oldest is 41-50 years. 
In general the level of education of respondents is quite high. It appears that quite a number of 
respondents who successfully completed high school education were 37.50%, and 33.33% for 
respondents who successfully completed tertiary education. While those who succeeded in 
completing junior high school education were 29.17%. In general, the religious groups adhered to by 
the majority of Muslims are 91.66%, and the remaining religions of the respondents are Christians 
and Catholics, each amounting to 4.17%. 
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The issue of tax compliance is an important issue for the whole world, both in developed and 
developing countries, because if the taxpayer is not compliant, it will cause the desire to take action 
to avoid, avoid and neglect the tax. According to (Irianingsih, 2015) taxpayer compliance, which is 
fulfilling tax obligations performed by taxpayers. The low level of tax compliance in paying 
motorbike tax in Banyuwangi makes the tax collection process and tax collection results not yet 
considered optimal. The lack of compliance with tax on two-wheeled motor vehicles is usually 
caused by many factors including, such as poor service received by taxpayers, indifferent attitudes of 
taxpayers, long queues that make taxpayers bored waiting for their turn to pay taxes, the distance of 
the samsat office that is too far for taxpayers to travel, there are brokers who make tax payments 
more than is reasonable and others. 
Regarding to the problem above, this current study aims to analyze the relationship between 
drive thru service system and it is necessary to study further the relationship between the drive 
thru service system and the compliance of taxpayers, especially two-wheeled motor vehicles in the 
Banyuwangi City area. 
II. METHOD 
This research was conducted at the samsat office of Banyuwangi City which addressed at 
Brawijaya street No. 12 Kebalenan, Banyuwangi Subdistrict, Banyuwangi Regency. The selection of 
Banyuwangi City samsat offices was done purposively on the basis of the consideration that 
Banyuwangi City was one of the City / Regencies that were very enthusiastic in improving public 
services in Indonesia. This is due to the fact that Banyuwangi City / Regency is again aggressively 
increasing its regional income, one of which is sourced from the tax collection which will be 
allocated to develop the quality of public facilities available. In addition, the selection of locations 
like this was also carried out on the basis of considerations to be able to provide an overview of the 
compliance conditions of taxpayers of two-wheeled motor vehicles that are domiciled in the City / 
Regency of Banyuwangi. 
In collecting the data, researcher used some instrument, firstly observation, which was 
observing taxpayers of two-wheeled motor vehicles using the service of drive thru samsat at the 
study site. Secondly, interview techniques are also used with direct question and answer about 
matters that are related to this research. Thirdly, the questionnaire was also used in this study to 
obtain more concrete data, as many as 24 respondents had given their statements through 
questionnaires distributed. As well as collecting documentation that made the research results 
obtained can be legally recognized. 
After collecting the data, the next step is analyze it. In this study uses qualitative analysis 
techniques that are assisted by cross tabulation analysis, of course, used after getting results through 
the scoring method which is divided into 3 scales: those who choose answer A from the 
questionnaire get a score of 3, who choose answer B from the questionnaire get a value of 2, and 
choosing C of the questionnaire scores 1. Next, specified intervals to the criteria, the highest score 
minus the lowest scores, then divided by the number of alternative answers, so it can be determined 
categories (intervals). So that the results can be divided into 3 categories, each variable from each 
respondent's answer, as follows: 1.00 - 1.66 = Low category, 1.67 - 2.33 = Medium category, 2.34 - 
3.00 = High category. 
The cross tabulation analysis technique is quite simple but has a large enough ability to express 
the relationship of variables. Disclosure of this method is done by first changing the results of 
research data into categorical, then entered into a table and then interpreted. So that in this study the 
data obtained will be processed by cross tabulation, and finally the relationship between the Drive 
Thru Service System and the Compliance of Two Wheeled Vehicle Taxpayer Obligations will be 
known. 
III. RESULTS AND DISCUSSION 
Samsat Drive Thru Service System in Banyuwangi City 
Now, all government agencies are undergoing massive bureaucratic reform, from services in 
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the village to services in the city. One of the results of the reforms carried out by the team of 
supervisors is the existence of innovations that make it easier for taxpayers to make tax payments, 
especially taxes on two-wheeled vehicles. Where now the city of Banyuwangi has been providing 
various services tax payment in addition to the conventional wheel motor vehicles, including: service 
samsat circumference, service e- samsat, and service samsat drive-thru. The samsat drive thru 
service of Banyuwangi City has now entered the age of 4 years since 2015, in its operation 
sometimes there are several obstacles that hamper the rate of service, including sometimes there is 
network disruption originating from the center so that users of these services are diverted to 
conventional samsat services. In addition, there are often a number of employees who are less 
reliable in the use of equipment used in the service of drive thru samsat, so this problem delays 
operational smoothness. However, in addition to these obstacles, the samsat drive thru service also 
has advantages that can cover these obstacles. Namely covering 3 things: the existence of 
professional human resources, the availability of good facilities and infrastructure, and more effective 
and efficient use. The direct impact that can be seen from the existence of the drive thru samsat 
service on the taxpayer of two-wheeled vehicles is as follows:  
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Table 1 
Total Compliance of Two-Wheeled Motorized Vehicle Taxpayers  In Banyuwangi City, 2014-2018  
  
Year 
Number of taxpay-
ers of motorized two
-wheeled vehicles 
Number of Compliant 
Two-Wheeled Motor-
ized Vehicle Taxpayers 
Information 
2014 2,110 taxpayers 1,632 taxpayers 
Before the existence of the Sam-
sat Drive Thru service 
2015 3,253 taxpayers 2,340 taxpayers 
Introduced the Samsat Drive Thru ser-
vice in August 
2016 4,615 taxpayers 4,260 taxpayers 
Services that are assisted by the exist-
ence of a drive thru samsat 
2017 5,620 taxpayers 5,508 taxpayers 
Services that are assisted by the exist-
ence of a drive thru samsat 
2018 6,013 taxpayers 5,970 taxpayers 
Services that are assisted by the exist-
ence of a drive thru samsat 
Source: Information Section of Samsat City Office, Banyuwangi. 
The table above shows the impact of the drive thru samsat service system on two-wheeled 
motor vehicle taxpayers, where an increase in two-wheeled motor vehicle taxpayer 
compliance occurs every year. From the research results the advantages possessed by the 
Samsat Drive Thru Banyuwangi City service are recognized by the users of the service, of course this 
is supported based on the results of the analysis obtained through 
questionnaires. Where 24 respondents acknowledge and give a good statement of the service system 
variables drive thru samsat with an average value of 2.9 (High Category) , which means users of 
service drive thru samsat in Banyuwangi City admit the advantages in the service. 
Compliance Taxpayer of Two-Wheeled Vehicles in Banyuwangi City 
Two-wheeled motorized vehicles in the City of Banyuwangi are now increasing in population 
and are more attractive because they are more practical, fuel efficient and have lower cost of 
ownership compared to other private vehicles. Therefore it is not surprising that taxpayers choose to 
have two- wheeled motorized vehicles compared to other modes of transportation. Not only that, 
even two-wheeled motorized vehicle taxpayers have more than one motorbike. Underlying this, tax 
compliance must be mandatory to the maximum given the tax function that is so large 
in function. The tax has no arrears or delay in paying taxes. According (Wardani & Rumiyatun, 
2017) regarding compliance of taxpayers is measured by the following indicators: a. Fulfillment of 
tax obligations in accordance with applicable regulations, b. Paying taxes on time, c. Taxpayers meet 
Persy a ratan in paying taxes, d. Taxpayers know the payment due date. So compliant taxpayers are 
taxpayers who obey and fulfill and carry out tax obligations in accordance with the provisions of tax 
legislation. 
From the results of the study it appears that the taxpayer of two-wheeled motorized vehicles in 
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Banyuwangi City has done its tax compliance. This is evident from the following respondent's 
confession. 23 respondents chose the high category with an average value of 2.8 (High-Height 
Category), and 1 respondent chose the medium category with an average value of 2.2 (Medium 
Category). Because in this study using the help of cross tabulation analysis, then from the results of 
the assessment of the two variables above, the next point of reference will be sought which will later 
be understood the category value of each variable. 
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Table 2 
Relationship between Variables 
Drive Thru Service System and Taxpayer Compliance 
(Variable x) 
Drive thru service 
 system 
(Variable Y) 
Obedience Taxpayer 
CATEGORY 
TOTAL 
(%) 
HIGH 
(%) 
MEDIUM 
(%) 
LOW 
(%) 
CATEGORY 
HIGH 
(%) 
23 
(95.83%) 
1 
(4.17%) 
0 
(0.0%) 
24 
(100.00%) 
MEDIUM 
(%) 
0 
(0.0%) 
0 
(0.0%) 
0 
(0.0%) 
0 
(0.0%) 
LOW 
(%) 
0 
(0.0%) 
0 
(0.0%) 
0 
(0.0%) 
0 
(0.0%) 
TOTAL 
(%) 
23 
(95.83%) 
1 
(4.17%) 
0 
(0.0%) 
24 
(100.00%) 
Source: Results of data processing in recapitulation of question questionnaire scores (Variable X) Drive 
Thru Service System and (Variable Y) Taxpayer Compliance  
From the above table it can be concluded that the relationship between the Drive Thru Service 
System variable with the Taxpayer Compliance of two-wheeled motor vehicles, obtained a point of 
contact in the high category of 23 people or 95.83%, and in the category of being found as many as 1 
person or 4.17%.  
For Drive Thru Service System Variables, there are 24 people with high categories or 100.00% 
and 0% (none) and medium categories with 0% (none). 
Whereas in the Taxpayer Compliance Variable two-wheeled vehicles obtained a high category 
of 23 people or 95.83%, in the medium category found as many as 1 person or 4.17%, and in the low 
category of 0% (none). 
Thus, it means the Drive Thru Service System and the Taxpayer Compliance of two-wheeled 
motor vehicles, both of which have high value categories. Based on the cross tabulation it can be 
concluded that the Drive Thru Service System has a Relationship to the Taxpayer Compliance of two
-wheeled motor vehicles to complete their obligations in paying the tax on two-wheeled motor 
vehicles 
IV. CONCLUSION 
The samsat drive thru service of Banyuwangi City provides very maximum services in 
realizing effective and efficient services. As well as having human resources who are able to serve 
professionally. The available facilities and infrastructure can support the operational operation of 
Samsat Drive Thru. Compliance with taxpayers of two-wheeled motor vehicles in Banyuwangi City 
increases every year, one of the reasons is the availability of drive thru samsat services. Taxpayers of 
two-wheeled motorized vehicles in Banyuwangi City really feel facilitated in paying the tax on two-
wheeled motorized vehicles that are their obligations. Requirements that are not too difficult in the 
use of drive thru samsat services make taxpayers more interested in drive thru services in paying 
annual taxes on wheeled vehicles. 
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